
CapTel Disaster Recovery Plan 

CAPTEL OUTAGE PREVENTION STATUS 

Sprint will provide FCC compliant CapTel® service from the two CapTel call centers in 
Madison and Milwaukee, WI. Sprint's CapTel vendor CapTel Inc. (CTI) operates the two 
current CapTel and WebCapTel® call centers in the nation. These unique centers operate with 
enough terminals for 200 ROs each, along with support personnel, Technicians, and Supervisors. 

Both CapTel call centers are equipped with redundant systems for power, ACD/telecom 
switching equipment, call processing servers, data network servers, and LAN gear. Most 
equipment failures can be corrected without complete loss of service. 

Having two Cap Tel call centers ensures minimum interruptions in service if something 
unexpectedly halts operations in one center or the other such as a flood or a tornado. In those 
instances, traffic from one Center can automatically be routed to the other. 

SPRINT OUTAGE NOTIFICATION FROM CAPTEL CALL CENTER 

Performance at the CapTel call center is monitored continuously by CTI technicians 24 hours a 
day, seven days a week. Sprint will be notified by the CapTel Service Center Manager 
immediately upon determination of any type of natural or man-made problem that causes either: 

~ A complete (100 percent) loss of the CapTel Service Center, OR 

~ Any partial loss of service in excess of 15 minutes that is service affecting. 
Examples of such a loss in service include: 

An accidental switch rebooting 

Loss of transmission facilities through the telephone network 

Terrorist attack 

Bomb threat or other work stoppage 

Sudden loss of agent position capabilities. 

Impact to minimum ASA I Speed of Answer times 

Acts of God 

Contact from the CapTel Service Center Manager or designated CTI contact person will be made 
to the assigned contact people at Sprint immediately upon awareness of an outage meeting the 
above criteria, 24 hours a day, seven days a week including holidays with the following 
documentation: 

1.) What time did the outage happen in CENTRAL TIME? 



2.) What caused it? 

3.) Which customers are (or were) impacted? 

4.) What is (was) the solution to restore service? 

5.) What is the time that service will be (or was restored by) IN CENTRAL TIME? 

Sprint will internally escalate outages in the following manner: 

Sprint Product Innovation 
Manager 

Captioned Telephone Inc.'s (CTI) 
Call Center Director 

Captioned Telephone Inc.'s (CTI) 
Call Center Vice President 

Pam Frazier 
Call Center Director 

Dennis.A.Selznick:@sNint.com 

After Hours: 
getdennis@gmail.com (pager) 

913-231-1386 (cell) 

(608) 441-8800 
Pam.Frazier@captelmail.com 

After Hours: 
608-516-7517 (cell) 

608-832-6233 

( 608) 441-8800 
Jayne. Turner@ultratec.com 

After Hours: 
608-274-0598 

Table 44- Sprint Cap Tel Outage Escalation 

SPRINT PROCEDURE FOR OUTAGE NOTIFICATION TO CONTRACT 
ADMINISTRATORS 

Upon receiving notification from CTI, Sprint will have one of the below managers contact the 
Contract Administrator, depending on availability: 

John Moore 

Angela Officer 

Assigned On-Call Relay 
Program Manager 

E: John.E.Moore@sprint.com 
Pgr: jmoore45@sprintocs.com 

P: (703) 689-5654 
E: Angela.Officer@sprint.com 

Assigned as necessary 

Sprint Customer Notification Procedure 

Upon receiving notification from CTI, Sprint will assess the problem and contact will be made 
by email to the Contract Administrator. 



In cases of partial loss of service, such as several inoperable RO positions or, local area network 
outages, the Cap Tel Center on-site technician will notify Cap Tel Service Center to schedule 
repair. Only those partial losses of service that are service affecting in excess of 30 minutes will 
be emailed to the state Contract Administrator. 

If the problem is within the CapTel call center, maintenance can usually be performed by the on
site technicians. Hardware spares are retailed at the Cap Tel call center to allow for the most 
common type of repair required without the ordering of additional equipment. 

DISASTER RECOVERY FOLLOW-UP 

Upon notifying customers of an outage, Sprint's contact person will provide regular updates 
from CTI to all customers and internal team members. The follow up will be kept in sync with 
CapTel Customer Service so that the information shared with customers from CTI is the same as 
what customers receive from Sprint. 

DISASTER RECOVERY POST-MORTEM DOCUMENTATION 

Within 72 hours (3 days) after the outage is resolved, CTI will provide a formal written analysis 
of the outage to the designated Sprint people (outlined above). 

Sprint will send a document with the analysis to the Contract Administrator. John Moore will be 
the primary point-of-contact for the letter to be shared with customers. If John Moore is not 
available, then Angie Officer will provide the letter directly to customers. 

1) What time did the outage happen in CENTRAL TIME? 

2) What caused it? 

3) Which customers are (or were) impacted? 

4) What is (was) the solution to restore service? 

5) What is the time that service will be (or was restored by) IN CENTRAL TIME? 

6) What will CapTel, Inc do to prevent this from happening again? 

CTI will be available to answer questions from Contract Administrators through Sprint. 

TIME FRAMES FOR SERVICE RESTORATION 

0 Complete loss of service due to equipment 

» Normal business day- A technician is on site during the normal business day. The 
technician will provide parts and/or resources necessary to expedite repair of the most 
common problems within two (2) hours. 



» Outside of the normal business day- A technician will be on-site within four (4) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within two (2) hours. 

0 Due to Utilities or Disaster at the Center- Service will be restored as soon as the utility is 
restored provided the equipment was not damaged. If the equipment was damaged then refer 
to the timing in the statement previous (Due to Equipment). 

0 Due to Telco Facilities Equipment- A technician will be dispatched as necessary. The 
normal Telco escalation procedures for a partial outage will apply: 

)I;> Two hours at first level, 

» Four hours at second level 

» Eight hours at third level 

These hours of escalation are all during the normal business day, so a trouble ticket may be 
extended from one day to the next. 

0 Partial loss of service - Due to Equipment 

» Normal business day- A technician is on site during normal business hours. The 
technician will provide parts and/or resources necessary to expedite repair of the most 
common problems within four ( 4) hours. 

» Outside of the normal business day - A technician will be on-site within eight (8) hours. 
The technician will then provide parts and/or resources necessary to expedite repair of the 
most common problems within four (4) hours. 

0 Due to Position Equipment- A technician will be on-site within eight (8) hours, provided 
there are not enough positions working to process the forecasted traffic volumes. The 
technician will provide parts and/or resources necessary to expedite repair within 48 hours. 
If there are enough positions functional to process the forecasted traffic, the equipment will 
be repaired as necessary by Sprint. 

0 Due to Telco Facilities Equipment- A technician will be dispatched as necessary by Sprint. 
The normal Telco escalation procedures for a partial outage will apply: 

» Eight hours at first level 

» Twenty-four hours at second level 

These hours of Telco escalation are all during the normal business day, so a service request 
may be extended from one day to the next. 



TROUBLE REPORTING PROCEDURES (FOR INDIVIDUAL CUSTOMERS TO 
CUSTOMER SERVICE) 

All calls concerning customer service issues should be placed by dialing the Cap Tel Customer 
Service at 1-888-269-7477 (800-482-2424 TTY) in English (866-670-9134 for Spanish). A 
Customer Service agent will take information concerning: 

Callers Name 

Contact Number 

Calling to I Calling from if applicable 

Description of the trouble 

Customer service can also be reached by emailing captel@captelmail.com. 

Report service affecting trouble to Customer Service during normal business hours. Escalations 
of service affecting issues during normal business hours are followed below: 

CapTel Customer Service 

Cap Tel 
Customer Service Supervisor 

Captioned Telephone Inc.'s (CTI) 
Call Center Director 

Captioned Telephone Inc.'s (CTI) 
Call Center Vice President 

Pam Holmes 

Jayne Turner 
Vice President 

(888)-269-7477 
Pam.Holmes@captelmail.com 

(608) 441-8800 
Pam.Frazier@AAJltelmail.com 

( 608) 441-8800 
Jayne.Tumer@ultratec.com 

Table 46- CapTel Customer Service Escalation Procedures 

ALTERNATIVE USAGE FOR CAPTEL PHONE DURING OUTAGE FOR VCO USERS. 

Cap Tel phones are equipped with the capability to connect to traditional relay services even in 
the event that the captioning service is not available. 
In the event that a user cannot reach the captioning center, and the user desires to use any form of 
available relay to connect their call, the user can dial 7-1-1 (user must dial only 7-1-1 and not a 
relay 800 number in order to change to VCO mode) and be connected to the in-state relay call 
center. Their call will be processed via VCO instead of captions. In VCO mode, no audio from 
the called party will be processed- just like any other traditional VCO call 
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Telecommunications Relay Service Instructions 
Dial 7-1-1 to make a relay call. 7-1-1 is a toll-free, nationwide relay access number. You may dial 7-1-1 
from anywhere in the country and be connected to the relay service in the state from which you called. 

Minnesota Relay Options* 
Dial7-1-1 or 1-800-627-1529 
(TTY, Voice, ASCII, Hearing Carry Over) 

1-877-627-3024 (Voice Carry Over) 

1-866-155-4611 (Two-line Voice Carry 
Over) 

1-877-627-3848 (Speech-to-Speech) 

1-877-627-5448 (Spanish Relay) 

1-900-230-3324 (900 Pay-Per-Call) 

1-877-243-2823 (To contact a person 
who uses a CapTel phone) 

1-800-627-3537 (Computer ASCII) 

For information on the services 
offered through Minnesota Relay, 
visit www.mnrelay.org or call 
1-800-657-3775 (Voice/TTY) 
F ' f t' I or more 1n orma Jon, p ease 

North Dakota Relay Options 
Dial 7-1-1 or 1-800-366-6888 (TTY) 

1-100-366-6889 (Voice) 

1-877-366-3709 (Speech-to-Speech) 

1-800-435-8590 (Spanish) 

1-900-230-3301 (900 Pay-Per-Call) 

There is no charge for using the relay 
service within your local calling area. 
Long distance calls made through the 
Relay Service Provider will be billed, 
but, at a reduced rate. As a courtesy, 
this discount is given to compensate 
for the additional time needed to 
place a relay call. 

For more information about Relay North 
Dakota, go to www.relaynorthdakota.com · 
or call the phone numbers above. 

Something .to remember: A hearing per5on may use a calll-800-657-3663 (Voice) or 
1-888-206-6555 (TTY) 1 standard telephone to place o relay call and easily convem 

with a peTJOn ~ is deaf, hard of hearing or speech disabled. 

•Additional Minnesota Telecommunications • Billing Options for Long Distance 
Relay Service Information: Telecommunications Relay Calls: Direct 

• The Tel~phone Equipment Distribution Charge/Prepaid Calling Card/Collect/Carrier 
program (TED) provides specialized Calling Card/Third Party Billing. 
telephone equipment at no cost for • Filing a Complaint: Call the FCC at 
income eligible Minnesotans. 1-888-225-SJ22 (Voice), 1-888-835-5322 (TIY) 

• Emergency Assistance: TIY callers or www.fcc.gov/cbg/complaints.html or 
should dial 911 directly. 1-800-657-3775 (Voice/TIY). 
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South Dakota Relay Opdons 
Dial 7-1-1 or 1-800-877-1113 
{TIY/\ioice/Computer ASCII) 

1-877-981-9744 (Speech-to-Speech) 

1-877-981-9743 (Spanish) 

1-900-2l0-3301 (900 Pay-Per-Call) 

1-800-642-6410 (Customer Service) 

South Dakota residents who are deaf, hard 
of hearing, deaf-blind or speech-disabled 
are eligible to receive specialized telephone 
equipment through the Distribution Program 
at CSD at minimal or no cost. 

For more information on how to obtain 
specialized telephone equipment in 
South Dakota, call 605-367-5759 or 
1-866-246-5759 (Voice/TTY). 

~. 
Midcontinenf 

COMMUNICATIONS 

1.800.888.1300 I midcocomm.com 
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Captioned Telephone* Voice Carry Over* Two-Line Voice 
(CapTefTM) (VCO) Carry Ovet* (VCO) 
Cap Tel service that allows Allows a person who has Use one telephone line 
people who are hard of difficulty hearing on the for speaking directly to 
hearing to see word-for- phone to voice their the other person, while 
word captions of their conversations directly to a the second line is used 
telephone conversation hearing person. TheCA then to receive the CA's typed 
(much like TV captioning). types the hearing person's response from the 

response to the VCO user. other person. 

Text Telephone* Speech-to-Speech Computer* 
(TTY) (STS) (ASCII) 
Allows a person who is TheCA revoices the words Computer users can also 
deaf, hard of hearing, of the person with a speech access Minnesota Relay. 
or speech disabled to disability so the other Set your communications 
use a "ITY to communicate person on the call can software to the following 
with the other person on understand them. protocols: speeds ranging 
the call. from 300 to 2400 baud; 

8 Bits; No Parity; 1 Stop Bit; 

900 Pay-Per-Call Services Full Duplex. 

Allows a relay user to connect to any pay-per-call service. 
(When calling ar a rare of 300 btlud or 
l>elow, follow the above vsing Half Duplex.) 

• Spedal equipment required. 

Hearing Carry Over* 
(HCO) 
The HCO user types his/her 
conversation for theCA to 
read to the hearing person, 
and listens directly to the 
hearing person's response. 

Spanish Relay 
The CA relays calls between 
a Spanish speaking person 
with a hearing or speech 
disability and a Spanish 
speaking hearing person. 

~ 
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For Numbers Outside Your Local Calling Area: 1-Area Code-555-1212 
For Toll Free 800, 855, 866, 877, 888 Numbers: 800-555-1212 

For Local Numbers: 411 
If further assistance is needed, call "0" for a Telephone Operator 
(Additional Charge May Apply) 

.:i¥15?~;~3,;, , 'Federal Do-Not-Call Lists 
The consumer can register by dia!ingl-888-382-1222 
or register on-line at www.donotcall.gov 

For Information On How To Advertise In This Directory 
Calll-800-YB-YELLOW (800-929-3556) 

• Calll-888-789-9103 if you have questions concerning your current 
Yellow Book advertising program. 

.. J~7:::' ~~'t.<-;~'1" ~h ,. , ' 

""~~-~:-~: , ~ _ Io Order A Duectory 
Call 1-800-929-3556 (prompt 2) to order additional directories. 

B1fiMIIE'll'i!a!IMMN11111111• 

To change a business or residential listing in either the white or yellow pages, 
contact your local telephone company. Their number can be found in this 
section under telephone service and repair or under the "Telephone Companies" 
heading in the yellow pages of this directory. 
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: · '~~Jt~lig Distance Billing & Customer Servi£e 
Questions concerning your local or long distance telephone service should 
be directed to your local or long distance service provider. Their number can 
be found on the invoice they send to you, in the white pages, or under the 
''Telephone Companies" heading in the yellow pages of this directory. 

©2008 Yellow Book Sales and Distribution Company, Inc. 
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For communication between hearing, deaf, hard-of-hearing and 
speech-impaired persons: available 24 hours a day. 

Relay ...........•..........•.............................. : ......................... 711 
TTY N oice/ ASCII ............... : .......................... 800-877-1113 
Spanish .......................................................... .'877 -981-97 43 
Speech To Speech (STS) ............................... 877-981-9744 
VCO Direct-TTYNoice/ASCII!Spanish ....... 877-981-2117 
900 Services ................................................... 900-246-3300 
TTY N oice Customer Service .... : ................... 800-676-3777 
Web Site ................................................... www.sdrelay.com 

Protect Yourself-
Call Before You Dig EVERY Project 
· Call the NEW national number: 811 

to Locate Underground Utilities 
orcallS00-781-7474 

Either will connect you to 
South Dakota One Call 

www.call8ll.com 

~ 
Certified For~sts 
Of significant importance is the wood used in manufacturing our paper is a renewable 
resource; much like corn or wheat. Wood used in the production of Yellow Book paper is 
primarily harvested from certified Forests. Certified Forests must meet and pass all Federal 
and International environmental guidelines and obligates the harvester to the responsible and 
ethical husbandry of the forestlands in their care to insure the continuing viability of our 
forestland and 1ts environment. 

•• ~!!~ t~~~:~f ::~u~'!!!d ~:~!s~~o~~n~s.~~i~:~s !r~kS 
printed with environmentally friendly and biodegradable soy based inks. · 
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Please rate Yellow Book Excellent < 

Towns covered in the Directory 

Community Information Pages 

Classified Yellow Pages 

Coupons 

Restaurant Menus 
l 
l 

Area Maps 

Alphabetical White Pages 

All Sections May Not Appear in All Directories. 

Was your Yellow Book delivered s c 

I have called the following advertisers: 

I like Yellow Book-becau~e: ___ _ 

Name: _________________ _ 

Address: _____ --:-----

Town: State: __ 
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1¥~rning: .,~is u~·~~Xtu.(uhder penalty of·.h~eor• .. ·.· ..... ·, ... ·, ''~" 
any person wifltLHy tciJef~se td'imri\e~Mgly-yi'~*f . · 
the use 6fa!party lfne or i;l.pdblic telephpne. to • ,' ', ' ' ' 
fon~e purpose, ofpermittir)g s,uch otr.t;r p~rson to.repo ' a firf ' : 
or summon. police or medical aid .. Likewise; it is unlawful for any 
p~r~cirlto.ask for,,, or .request the, dse bf, 9 party line on the pret~?.<t!. 
'that an en1'er~e~cy~xists.:c -' 1

1,;·:· ~. 'T'.~ -· , <· ··:w, 
,· .. ) 
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· · · ·. · ··· ·· • . · · · . . ~~:: :l;:~l)1:::::l"~~ · -~q.~~ ·.:~~ · :;~~~~}.;f£.;rn, 
' 9-1-1 caNs 'are answered·bytraiMd,pub.lic safe . p.a:t.ehers': ..... 
~lwse'p(id~ity js ~rye handling 6f emetg~~~l~ ..... '''1Hs~':ipl~~;~
take the Hhie t€Hook un a,inon-emerg· ency 'i:erenhone .. nu'rl-iti~r 
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for the appropriate gbve~nr:trel:lt ctg.e.ncy·.if }.i:.oi!i4Ciq.rfilotl<liiave,;al>,. 
problerry t~~trecjuires a la&v. enforFe;r;':r:le!:j(otfi.~~r.iJ):r;~~~(;lartr:p~nt 
or ambuJance-tcn:ome tb your location immediately. ·· · . · 
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m11~tAc:r·s Center for·.Customers'With Disabilities· 
·. S·a,m~ -"5:30p.m., Monday" Friday; MountaiA Time · 

provides 'telecommunii::a~ion services for customers with rnobility, . 
speech'ahd hearing disabilities. ·· · ' · · · ... · · 

........................ : ......... ·~ ...... -........ 800 223-3131 
........................... · ............................. 866 826"4839 

Disabilities Consultants Cah: · 
in the long-distance service for TTY users using .Qwest 

service. '(Eligibility requirements must be met to 
. ifY for discounts.) . , 

· ·or disconnectte1ephone service and answer billing questions. 
.Qwestrepair rf'!quests. · . 

Directory Listings forTTY users:. Listing~ may, i'IPP~arwith or I 

' ' 
;~IT-

Phone Ser\fke Pages 

Relay South:,.Dakot~tt6ot':CI)~: :·• '· 
TelepMne Numbers for.:Relay Scnlth:Dak.~t~IS''' } ·~ . , · 

~~;~i~~- :, : ~: ·:::,:t::\-:.:·:)·,:·: ~ ·: :::.:;:';;·: ·:~:~- :~-:. : . _:':.,::;}::,~-:~;:·~::'::;::::: : ~::~;::;~(~.~~~~:·~~~~f~~~r: 
Speech to Speech . : .. ................ , .. • .. : .. . -............ 877 981-9?44 

Yc6:;::::::: ::':·:::::: :::::.::::::::::::::::::: ~.::~\.:;;~.::::\~~-~-~~~:Jt~~~-
Voice ......... ~ .. : ~.:.:, ................... : ~::. :":; ;:;, .-:.: ,·8oo:87V~fN:,~ · 

',,, '' ' 

Customer Service ·· .. . . .. , , ... 
, " l • , , -.,. ,~ r, , 

(V!TIY) ................................... ; ....... _ ............. 800 770-677.0. 

Types of TRS Calls . . . . , 
. .. , .~ ~91JlP~~~,(ASCII) use.~s .can a~<cess: Relay So1Jth Dakot<;~ by s~tting t.he 

' 'add~ess and ipdicate .am. is,.,usec;j,, , , c ,, ' , i I i , 

·non-published or informai:ior-orly listings for TTY customer~ 
. . , , . communkatians. softwa~e~tqctheJollov.ting.:p_foto.cols: ,speeds ranging 

from 300 to 1200 baod: 8 Bits, No ~arity; 1 Stop Bit; Full Duplex. For 
' speeds at or'below 300 ba'-ld, foih)w th~ above usi1;1g ,Half Quplex. 

~I ' ' 

Directory Assistance service is an autom~ted voice 
S~fV.ice,.: '· c: ...... • .... , ... ,,·, .• ,,,, ,, 1 ·_ •• , .:· •• ! 
or mobility disability prevents you ,frp,ft:l !JSing, thjs automa.t~d , 

, '' " { ' ' ' j " h, ~ ' - 1' '' ' '-

,rp~:nl'l:n~P ServiCe, preSS "Q" (zero) aftne·begll1ning Of the Call to· . 

mobility'dfsabiiity ~~eve'ri'ts yo6 ~-from using our autbmat~d 
~SIJIOr;t~;.e:qirectory.i'l;s~i~tan~~ 11nd1.pper.ator services,'we offer a 

"'"nm·onn for these servic~~· , · ,··~"·· ·: 
nt_s c<1n ~xpl!3in eliglbi!i:ty r~quirements. 

Material 
selected customer billing rt1aterial (excludesdirectories) .. · · 

: .·. formats: large print, Braille, email .text anq audiot~pe, 
. uest. ' ' lJ ' 

. . r representatives for more information. 
31 (VoicemY) ' 

Pay P~ori.es 
telephones are equipped with a volume c;ontrol button, 
'the upp:r left corner of the phone. ' 

nf'I•Ar::ar,.r Service for TTY 

, .............. Toll Free Num"bers 
nir:otir,nc Relay Service (TRS) is a free service that connects 

are deaf, hard of hearing qr have speech disabilities 
· · · either standard teleppone equipment or telephone 

been specifically designed for. individuals with 
ng a call is simple: dial 7-1 ~1 or the toll-free Relay South 
listed here. A trained Com,munications Assistant will 

· ·tne telephone··conversatioh between you . 
are ng. All call information and c,onversations are 
service is available 24 hours a day, 365 days a year. 

ndle .local and Long-distance calls.· Long-distance calls 
be billed, collect, ~r to. a 'pre~paid cal)ing card, carrier'. '• 

· Continued next column 

. : • . Heal'ihg-Carry~Qv~r: HCO'allow~ ~ellri~g,{hGlhri~uals witn v~'r:y , . ... . , 
·limited or no speech cap·ability to t}ipe His' d·r he:r conv~rsatloiHbrtlie 

. Communications Assi~tadt fo read aloud to the hearing .person, The· 
HG~ user hears the other.' party's respor:tse: H<W requires· a. speciaHY: ,,. · 

, designed telephone,·,., , ,f ' , ·=;:-. , . , · · · - -· ·, ··· .. 
• Internet Relay: Connect to the relay using your computer or other web 

~~. 1: d~Miqe._ Jhe, ~9lTI~unications Assistant han.RI~s t.~~,!;:f~IJ tb¥·J~f:ll~:~~~~h 
··traditional relay call- "voicing" or reading everything you ~pe to the 
Oth~r'PariY L and1'typing eVerything the Other party:says'fdf'yolitC51•re~d 
on'yth.Jrscre~'n;:-,, ·' .. · ·L·· · ::.. · .;. '<· "1;c!··~.,;.,,,~t',' 

.t,~P~nisll, R~l,a¥: ... ~p.i,jnish Rela'yis forSpanis'h speaking.individuals with 'a 
heariog.-9r,.sp,!'le,cl:l):lisability. ' ;.: .. ,., -: .. ;;t,..:H:~,.::,,<.:· 1 .,,1, ; 

• Sf?ee~b-to~SpeE~!=h~ STS allow~ ~ per~on who has diffit\,!lty speakingo~. 
being ~!)p~rsto,d'~ on the phon~ to.1=ommunicate :li~i~'~tnis!Or'herowM·' 
vojce'or·~vpice synthesizer. :rhe Communications Assistant revok'es tHe 
words orth¢ 'pe't~~dh with the speeon.di$abilityso the pers&hbn tne1tall 

, cah. !Jild~'rstand:·t'nem. No special telephone is r,equired. · 
• Text telephone (TTY): Allows anyone who is deaf, hard of hearing or 

speech disabled to use a TTY to communicate with anyone using a 
standard telephone. · · · 

• Voice"Carry-Over: VCO enables people who have difficulty hearing on 
the phone to voice their conversations directly to the hearing person. 
The Communications Assistant types the hearing person's response to 
the VCO user .. VCO requires a specially designed telephone. · 

Captioned Telephone Service (CapTei~M) 
CapTeiTM allows a person who has hearing loss to receive word-for-
. word captions of their telephone conversations on the phone. To use 
. captioned telephone service, one must have a CapTeiTM phone. The 
captions are displayed on the telephone's built-in display screen so 
that the user can read the words while listening to the voice of the 
other party. If you wish to contact a person who uses a CapTeiTM phone, 
dial877 243-2823. 

TTY Users and Emergency Assistance ............... . 9-1-1 

TIY callers should dial 9-1-1 directly. All 9-1-1 centers are equipped to 
. handle TTY calls. Using Relayfor 9-1-,1 may result in a delay to getting. 

your urgent message through. 





lees for customers··with :cdtsaloitJties· 
·. ',:Jel .• c~mmunication$ Equipment Distribution 
. :~~;qgr~tn-.(TEDP).,>.,.. . . : ,,,._., ..... · ., .. ,,, .. "''' .· , i···,· ·~·· 

• tgftt~~1i~&m:u~ic~ti9,~s;.Eq~{p~ent 'oi~tri~~ti~n ~rog~am etEDP.l : · · , · •. 
)IJ'lmunrcatron de.vtces to rndrvrduals who ar,e deaf, liard pf. 

··•·{,olin(:l'or. speech' irhpaired. 'For more information, ~ontact , . ·f Abe~d~en cv rm>' · · · · · :·. · .. · · 
· . ~fl,lj!l~?~PBil;l'Pi~r:re (V!TTY) ·. 
,;.,'8~~4~~i;1~apid .City (V !TTY) 
, J~66:246~57~9Si6l!x Falls (V!TTY) 
. :h~p:t/W'#w;sdr'elay.com/tedp 

,_ ·~t~)1~~~J }:~~: ~·-1 }~ J;,~.. . 
~· ·<:, 

. '. \. ~: 

'. -<· j 

,,f •. ' 

·.~ ,_c ,. 

~!:"·~ •• ;·;. ·-' ,;, 

''::'1 ~ 

• 

. ',,' ~· 

' 
a)' ' . ~ 

• t 

·.·t·o€a~t:':@~:J4 .. i,.n g~ . re-g· . r 
., . ' ' . '~.,r;~.,'~;:,:t;;\j:j~:J;,::~~-~;,::~.::' .~ .. ; ·: . . . . ,.· .. . ' . · Sd>LJt h;,'I)a:k&ta,,So l.ltt-1~\·Ee n tra f 

: ,. , • , 1 , I , , • ~ • - • • _ ' .~ • ~ _ r , 1 ' ':.., ~ :' o ,. • , • ,._ I , •• • • - " , • , 

. • , ,-,,''"••, .:_-·' _- _ ,-•• , ~~ ,','1'.~ '" ·. 1 .~' ''.,· •; •-: • • , ;, ,:'.;.'r,]•~,;,.,., .... ;'-~"- <\ • , , , ·,. 

F~r.Q~_e$t cust?mers,the follo~ing.,is a li'sttof'Qwest-served ~xc.hange~ i~ your !o~~~- ~a,Hj~9;.~!;7~~I~J7~e~~J .. p~;f~,~!i.~.\1!1! ~xch~n~e~ in your lo~al · 
c~!lm~,a~~a~~at. are·s~rve_d by rnd~pen~_en~ tel~ph?~:c:c:>n~p~nres.<!~~s mfor~~t19n'vy~s ~IJf:[,~~}·~i~~?~:{~~~~J~?rR&>:. > .. 

. ~~~;;,;;·~~~a~ taUin~ ~~·~·· . ·' : . '· ·, · ·.,: .... ', H~ron_Lc»c~l·~alling Are~Jco~t~~~-~ ._,· .. :;··,;::ii~ .• ·:,c·;:;~,,rf?¥~,q~~~ ~~l!ing ~r~a 
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,(f!~~!)~J~in-.(73./f) to; . , . . :·· 1 . . _ I)~ S_met(~~~) to_: · · ,.-;, · · · ,:,>.;rir,.t:; ·p,I~J':f~ri'~ .:'Ft_~·Ph!rrtH223, 224"'773,-776, 9:11,5) 
·chamberlain (734) · lakf:!-e.r~ston.(~f1-7) · i . to: -. ;;;;·.~':·,_· : : \ · ',, .. 
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j,!~~.r~I);.(~S2,353):,,.·' . ,) :·. ,., ·. ,1 • • Jr:oql.!o~s{S~~)to: 
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For Qw.e~t•customers;the following.:is·.a li:Strof-Qwest-serwed exchanges ih your local callin_g a(ea. r~·ere may .be 'additlc:mal. exchanges In your local' -
~amnf~r-~athat are· served by indepen~ent telephor.le'tompantes:.,:rhis intorr:n~tio~i'~~~:-~~·tW~~~~~~mf~"~f«fjr~< '_'. _ , - . . . . . .. 
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Contact Midcontinent: rilwww.mldcocomm.com ~~ 800.888.1300 

Theatre Trio 09122-1 0/21 139.95 
(Unbundled Price $169.75) 

Discounts: 
Bundle Discount 

Data Plus Discount 

-$24.80 

-$5.00 

Includes access to a variety of Basic and Preferred Cable 
programming featuring genres from News, Entertainment, 
Sports, Kids and Home. 1 premium movie package- HBO, 
MidcoNet Xstream Wldeband with free online access to 
ESPN3. Digital Phone Package with Basic Phone line, B 
Calling Features, Unlimited Local and Long-Distance Calling, 
and Voicemail with eVoice. 

~~~'!!~L~Y.Ide_o_S_e_rv_l_c_es _____ .~ __ .J16.~0= 

Digital Video Recorder Lease 
Digital Adapter Monthly Lease 
Digital Adapter Monthly Lease 

09/22-1 0121 
09/22-1 0121 
09122-10/21 

16.00 
0.00 
0.00 

Additional Phone Servl.~----~~-·~-~'"9·~ 
For Telephone: a I a I 
Long Distance Charges 0.00 

You saved $12.32 in Long Distance charges with the 
Unlimited Long Distance Package. 

Closed Captioning Inquiry: If you need assistance with closed captioning, you 
may contact us via email at closed_captlon@mldco.net, call us at 
1-800-888-1300 or send a fax to 605-271-1986. For written Inquiries, please 
contact Scott Anderson, General Counsel, 3901 N Louisa Avenue, Sioux Falls, 
SO 57107, call605-274-9810 or lax 605-271-1986. 

Local Franchise Authority-FCC Community ID:SDDOOB City Of Pierre PO Box 1253 Pierre 
Qn 111:711:n'l 11JCQ 

Received & \nspected 

NO~ , 6 ~O't 

FCC Mail A.oom 

PDDDD&-DD641.D4 

Total Amount Due 
Payment Due Date 
Account Number 

Tax~':!a.!urcharges &_ ~!!.~!._~--------
Video 

Franchise Fee 
FCC Fee 
Local Broadcast Retransmission Fee 

Phone 
Residential Line Federal Access 
Federal Excise Tax 
Universal Service Fee 
Local Number Portability Fee 
County Govt 911 Emergency Surcharge 
Telecom Relay Services 
Federal TRS & Administration Fee 
Gross Receipt& Tax 

Local Sales Tax 
State Sales Tax 

• 

Page 2 of6 

$184.09 
10/07/12 

$2~!~. 

3.41 
0.08 
2.26 

6.44 
0.21 
1.79 
0.43 
1.25 
0.15 
0.13 
1.67 
3.44 
6.88 

I 
!_eleph~~ De!!Jll -·-·--·-,--.. " .. ~--~ .. ··------~-~~-~-~ ... ,-... 
605-224-8821 Long Distance Charges 
Dale Time Number Desllnlllon Duration Amounl 

08124 8:10pm 605-225-0620 ABERDEEN, SO 0:42 0.00 
08124 8:29pm 605-225-0620 ABERDEEN, SO 0.42 0.00 
08124 8:45pm 605-225-0620 ABERDEEN, SO 0:30 0.00 
08124 8:47pm 320-235-6579 WILLMAR,MN 36:54 000 
08127 8:22pm 605-770-2299 MITGHELL, SO 51:06 0.00 
08127 10:01 pm 605-271-2980 SIOUX FLS, SO 1:54 0.00 
08128 4:58pm 507-275-2225 HENDRIGKS, MN 0:18 0.00 
08/28 5:15pm 507-275-2225 HENDRIGKS, MN 6:18 0.00 
08/28 9.20 pm 507-275-2225 HENDRIGKS, MN 2:54 0.00 
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Summary for 

Your Plan 

Nationwide Talk Share 700 
(see pg 3) 

Data Package 300MB 

$20.00 monthly access charge 

300 monthly megabyte allowance 

$20.00 per 300 MB after allowance 

500 MSG Allowance + UNliN MSG 

$10.00 monthly access charge 

Unlimited monthly M2M Text 

Unlimited monthly M2M PIX & Video 

500 monthly message allowance 

$.10 per message after allowance 

Have more questions about your charges? 
Get details for all your Usage Charges at 
www.verizonwireless.com. Sign into My 
Verizon and go to My Bill and click on 
Usage Details. 

Invoice Number Account Number Date Due Page 
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Verizon Wireless• Surcharges+ 

Fed Universal Service Charge 

Regulatory Charge 

Administrative Charge 

SD Excise Surchg 

SD Gross Receipts Surchg 

Taxes, Governmental Surcharges and Fees+ 
SD Telecom Relay Srvc Surchg 

SD State Sales Tax 

so State 911 Surchg 

Pierre City Sales Tax 

Total Current Charges for 605-280-3329 

+Percentage-based taxes, fees, and surcharges apply to charges for this line, includmg overage 
charges, plus this line's share of account charges. 

Charges 
Monthly Access Charges 

Line Access 10/02- 11/01 

Data Package 300MB 10/02-11/01 

500 MSG Allowance+ UNL IN MSG 10/02- 11/01 

Usage Charges 
Voice !Allowance 
SharePian minutes 700 

(shared) 

Mobile to Mobile minutes unlimited 

NighVWeekend minutes unlimited 

Total Voice 

Messaging 

Unlimited M2M Text messages unlimited 

UNL M2M Picture & Video messages unlimited 

Text, Picture & Video messages 500 

Total Messaging 

Used Billable 

246 --

323 --

410 --
' 

233 --

65 --
189 --

1.32 

.16 

.99 
1.54 

.03 

$4.04 

.15 
1.54 

1.25 

.76 

$3.70 

$22.73 

9.99 

20.00 

10.00 

$39.99 

Cost 

--

--

--
$.00 

--
--
--

$.00 
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Usage Charges, continu-ed 

Data !Allowance! 
Unbilled Usage from Previous Months 
Megabyte Usage megabytes I 
Current Data Usage 
Megabyte Usage 

Total Data 

Total Usage Charges 

Verizon Wireless' Surcharges+ 
Fed Umversal Service Charge 

Regulatory Charge 

Administrative Charge 
SD Excise Surchg 

SD Gross Receipts Surchg 

megabytes! 

Taxes, Governmental Surcharges and Fees+ 
SD Telecom Relay Srvc Surchg 

SD State Sales Tax 
SD State 911 Surchg 

Pierre City Sales Tax 

Total Current Charges fo~ib••--s•s•sa• 

300 

Used I Billable I 

79 

+Percentage-based taxes, fees, and surcharges apply to charges for this line, including overage 
charges, plus this line's share of account charges. 

Cost 

$.00 

$.00 

1.33 

.16 

.99 
1.74 

.04 

$4.26 

.15 
2.54 
1.25 
1.27 

$5.21 

$49.46 
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Other Charges and Credits - Continued 
Government Fees and Taxes 
16. State Wireless 911 Surcharge 1.25 

Total Other Charges & Credits 12.96 

Total for 605 280-8283 89.45 

UNLIMITED MSG PACK - Includes Text Messaging, Pict Video 
MSG. 

Monthly Charges - Sep 18 thru Oct 17 
1. FAMMYCIR12SMTPK 500 
2. CENRC Complt Device 
3. M2M UNL NATIONAL 
4. NIGHT & WEEKENDS UNL 
5. AAB Premium 
6. UNLIMITED MSG PACK 
7. Data Pay Per Use 

Total Monthly Charges 

Other Charges and Credits 
Voice Usage Summary 
FAMMYCIR12SMTPK 500 

Total Minutes Used 
Plan Minutes 

M2M UNL NATIONAL 
Minutes Used 

MOBILE TO ANY FT 
Minutes Used 

NIGHT & WEEKENDS UNL 
Minutes Used 

Data Usage Summary 
UNLIMITED MSG PACK 

Used 

Surcharges and Other Fees 
8. City Telecom Surcharge 

38 
500 

Unlimited 
219 

27 

Unlimited 
239 

Unlimited 
2,420 

20.00 
0.00 
0.00 
0.00 
0.00 
0.00 
0.00 

20.00 

0.45 

Page: 3 of 4 Received & Inspected 

NOV 16Z01Z 

FCC Mall Room 

Bill Cycle Date: 09/18/12- 10/17/12 
Account: ..... .. 

Foundation Account: FAN 03972239 

Visit us online at: www.att.com 

Other Charges and Credits - Continued 
9. Federal Universal Service Charge 

10. Regulatory Cost Recovery Charge 
11. Relay Service Device Fund Surcharge 
12. SO State Telecom Surcharge 
13. State Gross Receipts Surcharge 

Total Surcharges and Other Fees 

Government Fees and Taxes 
14. State Wireless 911 Surcharge 

Total Other Charges & Credits 

Total for 605 295-1782 

Total for Wireless accounts 

1.05 
0.26 
0.15 
0.89 
0.86 
3.66 

1.25 

4.91 

24.91 

135.79 

( __ N_e_w_s_Y_o_u_c_a_n_U_s_e ________ ) 

ADD A LINE WITH FAMILY TALK FROM AT&T 
FamilyTalk(R) plans start at just $69.99/month including 700 
Rollover Minutes. Add up to three additional lines for only $9.99 
each. Sign up now by calling 800-449-1672 or visit 
A TT.COM/ ADDALINE 

NO TEXT IS WORTH THE RISK 
Take the pledge at www.itcanwait.com, and mak.e a commitment 
to end texting while driving. No text is worth the risk. 
It Can Wait. 

1 Important Information 
\.~----------------- ·----' 

LATE PAYMENT FEE 
Accounts with former AT&T Wireless plans are charged 1.5% 
or less of the balance unpaid as of the next bill period. 
Accounts with Cingular/new AT&T plans are charged $5 in CT, 
DC,DE,IL,KS,MA,MD,ME,MI,MO,NH,NJ,NY,PA,OK,OH,RI,VA, 
VT,WI,WV, or 1.5% of the balance unpaid as of the next bill 
period in all other states. Accounts with former AT&T Wireless 
and Cingular/new AT&T plans incur the lesser of these charges. 

ELECTRONIC CHECK CONVERSION 
Paying by check authorizes AT&T to use the information from 
your check to make a one-time electronic funri transfer from 
your account. Funds may be withdrawn from your account as 
soon as the same day your payment is received. If we cannot 

) 
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Communication Service for the Deaf 
1 02 N. Krohn Place 
Sioux Falls, SD 57103 

Address Correction Requested 
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Reee\ved & \ns~eeted 

NO~ I 6 'Z.OW 

PAID 
Sfoux Falls, South Dakota 

Permit#989 

911 Access, Enhanced 911 & Next Generation 911 
The last time 911 was explained 

was in an article in the 2008 fall issue 
of the Relay South Dakota newslet
ter (Volume 3, Issue 3). Since then, 
technology has been changing at a 
rapid pace, especially in the telecom
munications industry. Current tech
nologies for 911 require a significant 
number of Americans, especially 
those who have hearing loss, to con
tact 911 through indirect means. 

Using TIYs to Call911 
Since the mid-90's, all911 emer

gency centers or Public Safety 
Answering Points (PSAPs), have been 
required to provide direct access to 
text telephone (TTY) users. When 
TTY users or regular telephone us
ers call 911 through a landline, the 
address and phone number of the 
caller are automatically displayed 
on the 911 dispatcher's computer 
screen. The 911 dispatcher, then, 
can send emergency services to that 
location without any questions. Also, 
TTY users can call 911 through 711 
relay services but the TTY user must 
provide his/her location address 
for the communication assistant to 
identify and connect the caller to the 
appropriate 911 emergency center. 

The past ten years, many TTY us
ers have switched to internet-based 
communication services and a good 
number of them have stopped us
ing TTYs or regular phone services, 
and thus have no direct access to 
911 emergency centers. Likewise, 

regular landline phone users have 
switched to wireless phones in vast 
numbers. It is estimated that about 
70 percent of 911 calls are placed 
from wireless phones and the per
centage is increasing steadily. 

Using Internet-based 
Communication Services 
to Call E-911 

Internet-based communication 
services are Internet protocol (IP) 
relay services and video relay ser
vices (VRS). Videophones, computer 
or video conferencing software/ 
hardware are used to access those 
services. Different VRS providers and 
IP relay providers have their own 
access procedures for consumers to 
use to make 911 emergency calls. 
For instance, ZVRS accepts emer
gency calls made to 911 through its 
video relay service. A caller simply 
dials"911"from his/her videophone 
or mobile device with the Z soft
phone application. Or, if calling from 
a non-Z videophone, one can add 
"911VRS.tv"to his/her address book 
to enable 911 calls. 

Using Specialized Amplified 
Phones 

Growing numbers of older 
people with progressive hearing 
loss are finding themselves unable 
to use regular phones anymore. 
Thanks to the boon of technology 
trends, specialized phones with 
increased decibels are available so 
those people are, once again, able 
to use full telephone accessibili
ties. A good number of them are 
programmable, which allows them 
to be set up to call911 directly. For 
instance, phones from different 
companies such as Clarity, Ameri
phone, Gee marc and Clearsound 
have programmable features to set 
up to call 911. A person can set it 
up by reading the instructions in the 
user manual or by calling an EDP 
specialist from one of the four of
fices in South Dakota who can help 
with the set up. 

In an emergency situation, Cap
Tel users should dial911 directly. 
How the call is handled depends 
on which model Cap Tel phone a 
consumer uses: 

~ CapTeiS00/200 users: 
Users should pick up the 

handset and dial 911. The call 
connects directly to Emergency 
911 Services- it does not go 
through the Captioning Service 
like other Cap Tel calls. The light 
above the CAPTIONS button will 

911 Access, continued on page 3 



Analog Phones on a Digital Line? 

Analog technology has been around for decades 
and a lot of phone equipment is set up to be used 
on analog lines, also known as POTS (Plain Old 
Telephone Service). The last few years the newer 
digital line has begun to take over. More phone 
companies are switching to digital, although ana
log is still being offered by telephone companies in 
certain areas. 

The switch from analog to digital is a dilemma 
right now, especially when most of the phones are 
analog. Digital lines carry lower voltages than ana-

log lines and that may cause a threat to the analog 
equipment not being able to function properly or 
even zap the analog equipment so it doesn't work 
at all. 

As mentioned above, phone companies still of
fer analog lines, but be sure to check to see if your 
phones are analog, or if you are going to get a new 
analog phone through our Telecommunications 
Equipment Distribution Program or you are buying 
one yourself. Note of importance, check with your 
phone company to include analog service in your 
bundles. In some areas, you can request a larger 
bandwidth/fax line (64 kilohertz) for the telephone, 
which will make the digitallineNOIP more com
patible with the analog phones, especially Cap Tel. 

We are currently exploring solutions to resolve 
any issues regarding using an analog phone with a 
digital line. There may be a couple solutions but 
they have not yet been confirmed as a series of 
tests needs to be conducted. 

If you find that you are unable to include an ana
log line in your service from your current phone 
company, contact one of the four Telecommuni
cations Equipment Distribution Program offices 
nearest your home. The equipment distribution 
specialist will provide assistance to be sure you get 
full telephone accessibility. 

Taxnme -IRS Calls through Relay 
Tax season is now behind us. to the Internal Revenue Service; 

--~-lt's~tdea to plan ____ !Jowever, once you 'Y,t the IRS, 
ahead. So here's some important their representative most 
Information regarding USing relay likely tell you that you wiD need 
to contact the IRS. Many times. we to call through Federal Relay. 
receive calls through our state relay So when you prepare to pay 
service with requests to call the fn. your taxes in 2013, remember 
temal Revenue Service to ask ques- that many times there are very 
t1ons or chec;k on their refund. For long hold times- up to 30 min• 
the past several years. the IRS has utes or longer-when caiHng 
confirmed that the only way they the IRS, and it's frustrating to be 
wiU take a relay caD Is if It is through on hold for that long just to be provide those to you. The numbers 
our Federal Relay ServiCe (FRS). told to hang up and caH through the . are also listed below: 
11)e Federal Relay ServiCe must be Federal Relay Service. We under-
used to make caHs when either one stand hoW time consuming this can 
or both parties work for a Federal be for you, but the relay agent must 
branch of the government. remain transparent and just relay 

If you cal in using the traditional the call information. 
State Relay number or IP Relay, the If you need a referral for the Fed-
relay agent will process your call eral Relay number, relay agents may 

911 Access, 
continued from page 7 

go off and the display will show 
"CAPTIONS ARE OFF- Dialing 911 
Directly:' Watch the Cap Tel display 
for instructions. The caller will hear 
the 911 dispatcher or see that a 
connection is made. The caller can 
then talk into the handset and give 
information about the nature of 
the emergency. Cap Tel automati
cally sends a text message to 911 
telling the emergency dispatcher 
to type messages to the caller. The 
caller can read the typed messages 
on the Cap Tel display and then re
spond by talking into the handset. 

NOTE: If you use Cap Tel BOO in 
2-line mode, calls to 91 7 are handled 
like any other phone call-you dial 
9 7 7 directly and can read captions of 
whatthe91 7 call-taker says. 

~ CapTel800i users: 
If you use CapTel800i, pick up 

the handset and dial 911 directly 

on the keypad. The call is handled 
like any other phone on that tele
phone system -it goes directly to 
the 911 emergency personnel and 
you can read the captions of every
thing said by the 911 dispatcher. 

Next Generation 911 using Wire
less Devices/Pagers 

The Federal Communications 
Commission (FCC) released its Next 
Generation 911 Notice of Inquiry 
on December 201 0, which asked 
questions about the deployment of 
a NG911 network. It included the 
possibility for consumers to send 
text messages, photos and video to 
911 call centers. The FCC was seek
ing comments on what they can do 
to ensure that the deaf and hard of 
hearing community has the abil-
ity to make emergency calls in an 
NG911 environment. On August 10, 
2011, the FCC outlined a five-step 
plan to help the public safety com
munity m•grate to NG911, which 
will support IP-based communica-

FEDERAL RELAY NUMBERS 
TTY: 800-877-8339 
Voice: 866-377-8642 
Federal Relay Customer 
Service: 1-l!00-877..()996 for 
further information. 

tions using text, data, photos, vid
eos and voice. The plan is as follows: 

1. Develop location accuracy 
mechanisms for NG911. 

2.Enable consumers to send text, 
photos and videos to PSAPs. 

3.Facilitate the completion and 
implementation of NG911 
technical hardware and software 
standards. 

4. Develop a NG911 governance 
framework. 

5. Develop an NG911 funding 
model. 

While the FCC is working on 
building a 21st century 911 system, 
industry is taking part in imple
mentation of trials. During the 
past year, text-to-911 trials have 
been conducted in different cities 
throughout the country. The FCC 
expects that the plan will launch 
nationwide this spring and the 
nationwide deployment of NG911 
will take five to ten years. 
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te a CA and llllghtens up 
llleirdayl Even your feed
back to help a CA Improve 
for tile next relay calls will 
be greatly aptftdated. By 
providing 5pedfic infor-
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lecetaller 15, 2010 
............ 9:15a.m. (Cefttraltime) 
CAIJIII!IIer: CA 1234(f) 
~ (lltspedfic). 'llllsCA did a wonderful job relaying my call. 
Sbttypedwllluuupelhg errm, and typed elfidently and smoothly 
Willi a f~Utpesillve .utludt. My hearing friend felt like she was talk
Ing dlmlly te me. Keep up lite great wort! 

......... ,..CIIIIIIIellb Ill: 
Clarke Cllrlstlallson 
South Dallota TRS Outreach Manager 
102 N. KIOhn Place 
SioUx Falls. SO 57103 

or email: 
uhristlansoll@lc-s-d.org 

This newsletter was funded by 1M South Dakota Depanment of Human Services 
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Two New TEDP Staff Serve South Dakotans 
Two new EDP specialists have 

joined the TEDP team - Reid 
Holiday in September and Andy 
Hallock in November. Reid is re
sponsible for the distribution of 
telecommunications equipment 
in the Sioux Falls and southeastern 

Reid Holiday Is the new EDP specialist 
distributing telecommunlcatlans 
equipment In Sioux Falls and southeast 
South Dakota. 

areas. Andy's area of distribution 
is the Rapid City and West River 
areas. One other EDP specialist al
ready on the team is Jackie Bosma 
of CSD of Aberdeen, and she cov
ers the Aberdeen area and north
eastern part of South Dakota as 
well as the Mobridge area. At the 
state office in Pierre, Julie Paluch 
handles primarily the central part 
of the state. 

Reid Holiday is a lifelong na
tive of South Dakota, having been 
born In Watertown and growing 
up in the little town of Naples. He 
has lived In different states (Mis
souri, Kansas, Georgia and Minne
sota), and has served in the armed 
forces as military policeman. He 
has returned to his roots here be
ing drawn by the great outdoors 
of South Dakota. He is the father 
of one son, Josh, and Is soon get
ting married to a wonderful wom
an, Sally . 

Andy Hallock hails from the 
state of Michigan and has lived In 
Wisconsin and California before 
settling down in the West River 
area of South Dakota. He is mar
ried and has two children, ages 
two and five. His parents still live 
in Michigan and his two siblings 
live in Iowa and Ohio. 

Both Reid and Andy, since 
starting their new positions, have 

Andy Hallock Is the new EDP specialist 
distributing telecommunications 
equipment In Rapid Oty and the West 
River areas of South Dakota. 

already found a real sense of 
achievement in a short time help
ing people with a hearing loss be 
able to reconnect with family and 
friends with specialized phones. 
Welcome aboard, Reid and Andy! 



Oct. 13-21, yours truly had the 
"· :GDDortunity to attend two national conferences -

Telecommunications Equipment Distribution 
(TEDPA) and the National Association 

Relay Administrators (NASRA) in Durham, 
My counterparts - Juli Robinson, CSD Contact 

Centers vice president and Mark Seeger, CSD Business 

I 
Development senior director - attended TEDP and 

; Nancy Soyring, vice president of CSD Relay Centers, 
· attended NASRA. J;met Ball, the state administrator 
. of Deaf Services in Pierre, also attended NASRA. 

:· Over two days at the TEDPA conference, there 

~ 

was a series of presentations on different new 
telecommunications equipment by vendors; and 
forums such as how the states can do better job of 
matching disability to equipment, controlling return · 
rate of equipment, maintaining reports and quality 
assurance in equipment distribution and such. 
Seeger had the opportunity to give a presentation 
about Project Endeavor (see the front page of this 
newsletter). 

The NASRA conference also included two days 
of speakers giving presentations pertaining to 
telecommunications relay services and forums 
such as updates from National Exchange Carrier 
Association the and Federal Communications 
Commission. One of the issues being discussed at 
length was about the ramifications of fraud on all 
forms of telecommunications relay services. I was 
invited to be on the panel to discuss utilization of 
social media networks to promote our relay services 
and equipment distribution programs. 

Overall, It was great to be able to network with 
colleagues from different states, talk shop and 
compare notes at those conferences! 

Sprint IP using AIM. 

2 

Use SprintiP on any device that 
runs AIM. 
Add SprintiPto your Buddy List. 
Escnbe ESPANOL para servic1o 
en espaiiol 
Type HELP- connect to Live 
Customer Service 

More information: 
www.sprintrelay.com 

Sprint), 

p 

SprintiP 

www.sdrelay.com 

Do you qualify for a 

notebook computer 
and 
high-speed Internet? 

• •• 
Contact us now to find outl 
WWW.PROJECTEND!AVOR.COM 
tm.-....m877-NETMI77 <CVOICf 
877-40J.45tll4TTY . 
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TIPS & HINTS 
Branding 

When calling through Relay, do you ever seem to 
have problems getting connected to the relay agent us
ing your preferred mode of communication (VCO, HCO, 
STS, etc.)? This may be happening because our com
puter system doesn't associate your phone number 
with your preference. 

For example, if a VCO user's number is not brand
ed, the call will come in as m (not VCO). This can be 
very frustrating if the customer isn't aware of it because 
the VCO user sees the greeting that was sent by the 
agent's computer and begins voicing the number to 
dial, assuming the agent can hear them. However, the 
agent does not hear them speaking; they are waiting 
for someone to begin typing. If no typing is detected 
by our system within 10 seconds, the agent's computer 
does an automatic search for other call types until they 
are finally connected. This entire procedure can take 

several minutes before the relay agent realizes that the 
customer is a VCO user. 

There is a feature that allows the relay agent or 
Customer Service to permanently brand a customer's 
telephone number when calling into relay. Once a tele
phone number or line is branded, any call placed from 
that specific phone number to a TRS center will auto
matically connect to the relay agent as the branded an
swer type. 

When you call in to have your phone number brand
ed, you must be calling from the number you wish to 
brand. We are unable to brand cell phones, public num
bers, or restricted numbers. 

To keep control with the caller, the relay agent is un
abletosuggestyou brand your number unless you indi
cate that you would like to have it done. So please feel 
free to ask any relay agent or Customer Service about 
this feature if you're experiencing difficulties connect
ing to the agent when using TRS. 

www.sdrelay.com 3 


